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Abstract 
The main motivation of this paper is that, as far as the extant literature in tour guiding and related studies are concerned, it is 
surprising there are few studies specifically focusing on guided tours and satisfaction in the eye of customers in the context of 
Turkey, though there are questionnaires conducted by the travel agencies by themselves. Drawing on the international literature 
on guiding and satisfaction with specific reference to guiding, we have constructed a questionnaire, subsequent to necessary 
analyses such as reliability and validity, and then the questionnaire, composed of different dimensions, has been administered to 
some 600 participants, thanks to the collaboration of tour guides and travel agencies. The results suggest that communicative 
skills of guides need some development.  
Keywords: Tour  guiding, satisfaction, communication skill, travel 
1. Introduction 
Tour guides occupy a very special position in the system. In terms of organization, they are an essential part of 
the supply-side components. They can work for all of the supply-side stakeholders, within all of the sectors of the 
tourism industry. No matter who they are working for, tour guides are generally regarded as service providers for 
visitors (Pond, 1993). 
 
The antecedents of the modern tour guide are copious and varied, and related to mythology, literature, history, 
and geography. According to Cohen (1985), there are two main functions tour guides have performed throughout 
history; the pathfinder and the mentor. Under the mentor role, there is the mediatory sphere comprised of the 
interaction and communicative components. The communicative component is associated with 
act as a middleperson between their party and the host population. According to Cohen (1985), this is the principal 
  This model gives an idea of the complexity of being a guide. 
 
The significance of communication quality in guiding has been the main focus in numerous studies (Armstrong 
& Weiler, 2002; Haig & McIntyre, 2002; Ballantyne & Hughes, 2001; Ham & Weiler, 2003; Oschell, 2004). Pearce 
(1984:135) underlines that problems with 
communication difficulties may lead to dissatisfaction, which reminds us of the significance of communication. 
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Studies have shown that communication is a central constituent of the roles and responsibilities of guides. 
Ballantyne and Hughes (2001) in their study surveyed guides to explore their perceptions of the roles and 
responsibilities they have. They found out that guides place a great deal of emphasis on their role as information 
providers. A critical function of guiding that was identified in their study was audience awareness. Within this 
function, it was identified as important for guides , speak clearly and at an appropriate speed, consider visitor 
 Ham and Weiler (2003) found out that client in their 
study wanted guides to  
 
  
 
There is no doubt that tour guides, namely tourist guides, are one of the key elements in establishing tours and 
related services within tourism context. Due to its highly communicative nature, as well as intangible characteristics, 
guided tour may pose some threats to travel agencies in terms of providing customer satisfaction. The main 
motivation of this paper is to explore the level of satisfaction with guided tours within the perspective of tour 
participants. Given this, this study sets out to examine the communicative aspects of tour guiding and its relation to 
satisfaction in a general sense. It is thought that the study may incorporate some important findings in that tour 
guides in Turkey have never been a focus of study considering the communicative aspects.  
2. Method 
This part accommodates information on population, sampling, and analyses employed to reveal the findings. We 
used SPSS 18. The study is of a descriptive nature, the main purpose of which is to describe and evaluate a problem, 
related variables and the rela  
2.1. Population and sampling 
According to data of the Ministry of Culture and Tourism, in 2011 the total number of tourists (domestic and 
foreign) is 36,151,328.  We used the formulae of random s  
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n= ((1.96*1.96)*0.25*36,151,328)/(( 36,151,328-1)*(0.05)2 + 1.96*1.96*0.25) = 384 
 
where 
n: sampling size, N: Population (N= 36,151,328),   
d: Significance level (%5),  t: value of the reliability level ( t = 1.96) and 
PQ: sampling percentage for maximum sampling size (PQ = 0.5 x 0.5 = 0.25). 
 
In order to increase the reliability of the questionnaire, which consists of 15 items, and considering there might be 
no-response questionnaire forms and erroneous coding; we administered 600 questionnaires to tourists visiting 
questionnaire forms were used in data analyses, with a response rate of 70%. 
 
2.2 Reliability Analysis  
 
The questionnaire developed to measure the satisfaction with the guide is made up of two parts. In the first part 
there are demographic and frequency questions on tour participation.  In the second part, there are 15 items on 
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communicative knowledge, communicative skill communicative motivation and perception of competence of the 
tour guide on a 5-
 
  
2.3 Validity Analysis 
KMO (Kaiser-Meyer-Olkin) test has been run to measure the sampling adequacy. As the value is > 0,5 and close 
which signifies the adequacy of the sampling in the study in order to run a Principal Component Analysis. 
 
 Table 1. Principal Component Analysis  
 
 
Component 
1 2 3 4 
My guide related information to customers. 0.749    
It seemed like customers listened to our guide. 0.719    
My guide made an effort to get to know us. 0.709    
It seemed as if my guide enjoyed presenting information to his/her 
customers. 0.684    
I felt that the material presented was appropriate. 0.646    
My guide ensured that everyone could hear.  0.934   
My guide ensured that he made eye contact  0.907   
My guide spoke with an appropriate pace  0.809   
My guide was expressive.   0.831  
My guide seemed relaxed.   0.794  
My guide was enthusiastic. 
My guide had good command of foreign language.   
0.691 
0.601  
It appears that my guide is experienced in talking with large groups.    0.776 
My guide used language that I could understand.    0.761 
It appears that my guide has been well trained.    0.698 
 
In other words, the 
explanatory power of the components is 65.834%.   The factor loadings of each statement are above 0.60 and given 
this, the components of the scale have high discriminant validity. 
3. Results 
In order to determine whether the data obtained show normal distribution, Kolmogorov-Smirnov test has been 
run and the data used in the study have been found out to be of no-normal distribution (p < 0.000), which implies 
that non-parametric tests should be conducted for further analyses. In order to find out whether there are statistically 
significant differences between education and the tour experience of the participants and dimensions of satisfaction, 
Kruskal Wallis Test has been run and the Table 2 reports the findings. 
 
It is observed that in a general sense, the level of satisfaction is lower for those who participated in guided tours 
more than 10 times, compared to those who took tours with a guide 3 and less times. When the averages are taken 
 
in a negative manner, which might indicate that the more tours  the participants take part in, more difficult it is to 
satisfy them. This yields some significant results both in sectoral terms and the lacking aspects in guide
qualifications. It is once again a well-established fact that those with higher rate of participation in tours take their 
previous experience into account and make comparison. Besides, this offers no unexpected confrontation in that 
experience leads to more detailed and comprehensive assessment of the guides or any service encounters 
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Table 2.  Satisfaction by Tour Experience and Education  
 
 Statements Tour  Experience  
Mean 
 Rank 
2 p Education  Mean Rank 
2 p 
C
om
m
un
ic
at
iv
e 
M
ot
iv
at
io
n 
My guide related information to 
customers. 
 
< 3 4,26 222,33 
9,423 0,009 
Elementary 4,20 208,66 
26,759 0,000 High 4,00 180,04 4 - 9 4,19 208,18  4,42 246,45 
> 10  3,91 166,39 Tertiary 4,38 239,67 
It seemed like customers listened to 
our guide. 
< 3 4,21 215,98 
2,047 0,359 
Elementary 4,22 206,53 
16,723 0,001 High 4,05 187,18 4 - 9 4,21 207,89  4,35 234,93 
> 10  4,11 189,83 Tertiary 4,52 256,69 
My guide made an effort to get to 
know us. 
< 3 4,19 229,30 
8,906 0,012 
Elementary 3,97 194,58 
38,552 0,000 High 3,84 179,63 4 - 9 3,97 194,02  4,41 257,70 
> 10  4,04 207,09 Tertiary 4,43 260,14 
It seemed as if my guide enjoyed 
presenting information to his/her 
customers. 
< 3 4,66 216,93 
3,690 0,158 
Elementary 4,59 199,74 
8,172 0,043 High 4,57 199,13 4 - 9 4,59 199,86  4,73 228,44 
> 10  4,70 223,32 Tertiary 4,76 234,07 
I felt that the material presented was 
appropriate. 
< 3 4,17 231,63 
13,587 0,001 
Elementary 3,84 183,34 
22,217 0,000 High 3,93 197,93 4 - 9 3,96 200,93  4,23 240,26 
> 10  3,72 167,34 Tertiary 4,43 270,62 
C
om
m
un
ic
at
iv
e 
Sk
ill
s My guide ensured that everyone could hear. 
< 3 3,71 225,23 
6,552 0,038 
Elementary 4,51 189,12 
30,126 0,000 High 4,43 189,82 4 - 9 4,41 196,42  3,35 254,52 
> 10  4,28 210,26 Tertiary 3,81 226,38 
My guide ensured that he made eye 
contact 
< 3 2,29 219,57 
4,008 0,135 
Elementary 1,82 207,90 
52,558 0,000 High 1,44 171,04 4 - 9 1,83 206,27  2,90 266,11 
> 10  1,48 184,76 Tertiary 2,00 209,64 
My guide spoke with an appropriate 
pace 
< 3 2,39 222,91 
4,519 0,104 
Elementary 1,81 202,65 
24,079 0,000 High 1,57 185,20 4 - 9 1,68 198,41  2,76 250,19 
> 10  1,98 209,18 Tertiary 2,05 211,74 
Pe
rc
ep
tio
ns
 o
f C
om
pe
te
nc
e 
My guide was expressive. 
< 3 4,56 240,87 
23,323 0,000 
Elementary 4,16 171,68 
28,114 0,000 High 4,44 208,06 4 - 9 4,30 189,11  4,62 245,35 
> 10  4,33 189,40 Tertiary 4,33 226,98 
My guide seemed relaxed. 
< 3 4,28 218,75 
6,320 0,042 
Elementary 3,87 171,68 
27,884 0,000 High 4,23 208,11 4 - 9 4,24 209,36  4,47 238,25 
> 10  3,89 173,45 Tertiary 4,62 264,81 
My guide was enthusiastic. 
 
< 3 4,23 224,16 
5,384 0,068 
Elementary 4,02 198,75 
22,579 0,000 High 4,04 187,55 4 - 9 4,08 200,91  4,35 244,07 
> 10  4,02 193,40 Tertiary 4,19 247,45 
My guide had a good command of 
foreign language. 
< 3 4,55 252,31 
47,484 0,000 
Elementary 4,09 174,36 
19,743 0,000 High 4,38 213,20 4 - 9 4,30 189,31  4,49 236,17 
> 10  3,76 148,66 Tertiary 4,48 220,71 
C
om
m
un
ic
at
iv
e 
K
no
w
le
dg
e It appears that my guide is 
experienced in talking with large 
groups. 
< 3 4,78 240,20 
28,068 0,000 
Elementary 4,48 180,53 
13,094 0,004 High 4,66 217,25 4 - 9 4,55 194,95  4,70 224,42 
> 10  4,41 164,91 Tertiary 4,67 217,67 
My guide used language that I could 
understand. 
< 3 4,71 245,48 
32,981 0,000 
Elementary 4,29 179,34 
13,719 0,003 High 4,66 224,22 4 - 9 4,44 188,81  4,61 215,61 
> 10  4,41 174,73 Tertiary 4,62 216,24 
It appears that my guide has been 
well trained. 
< 3 4,66 246,03 
34,835 0,000 
Elementary 4,28 170,59 
23,272 0,000 High 4,53 217,49 4 - 9 4,41 191,44  4,57 228,00 
> 10  4,20 160,74 Tertiary 4,71 251,36 
 
more, it is found out that there are significant differences between the educational status and the 
satisfaction with the guide with regard to the four dimensions. The average points reveal that the higher the 
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education status, the higher is the satisfaction level with the four dimensions. This can be put down to the fact that it 
issing here is that any tourist guide should possess 
the qualification to appeal to all sorts of tourist types. Hence, the findings point to the fact that guides should be 
equipped in such a manner that they should develop materials, communication techniques and styles that will appeal 
to any tourists.  
4. Conclusion 
Considering the tourism and tour guiding context in Turkey, tourism and related activities are of great significance 
in terms of providing revenue and its effect on economic growth. This being the case, satisfaction of tourist with 
guided tours in this very limited context holds its righteous place in tourism. Another point to mention is that tour 
guiding, important as it is, has rarely caught the attention of researchers in the field in terms of satisfaction and 
communicative aspects. It is hoped that future research will widen the scope of this study and contribute to the 
sector in a positive manner. In this way, it is thought that it might yield some clues as to the training, skills and 
communicative competences of tour guides.  Future research should focus on the details of competence. As an area 
of study in tourism and recreation, communication competence is should be thought of an integral part of tourism-
related studies. 
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